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Abstract—Business Process Management (BPM) is recognized 
as a holistic approach aimed at achieving organization-wide higher 
performance by optimizing business processes. While Leadership has 
constantly been recognized as one of the critical success factors of 
BPM initiatives globally, the nature and characteristics of leadership 
within BPM contexts is an under-researched area. Related research 
pertaining to the developing country context is very scarce. The 
organizational and cultural factors of developing countries are quite 
distinct compared to the developed world. The success of BPM 
depends on a number of socio-technical factors, leadership being one 
of them. The nature of leadership in complex socio-culture, socio-
political, and socio-technical contexts requires a deeper 
understanding of these factors, and the nature and role of leadership 
in approaches like BPM need further investigation. The goal of the 
single case study reported herein was to develop a deeper 
understanding of ‘leadership’ in the context of ICT driven BPM 
initiatives in one of the Sri Lankan Government agencies: 
Department of Motor Transport (DMT-SL). An exploratory case 
study approach was used for this research where data was collected 
through in-depth interviews and secondary documents. The 
qualitative data analysis was supported by the use of NVivo. Insights 
from the data were used to formulate twelve (12) core leadership 
actions in public sector organizations in Sri Lanka that can influence 
BPM initiatives. 
Keywords—BPM, Leadership, Case study, NVivo analysis, 
Interpretative qualitative research, Developing Nations 
I.  INTRODUCTION  
Public sector organizations in both developed and 
developing countries are faced with many challenges to meet 
the demands for better public services (Thong, Yap, & Seah, 
2000). These problems are linked with business processes and 
disparate information systems leading to inefficiency, poor 
service delivery, and citizen dissatisfaction (Weerakkody, 
Baire, & Choudrie, 2006). Hence, public sector organizations 
in both developed and developing countries have started to 
adapt Business Process Management (BPM) to enable high(er) 
performance and increased customer centricity (Alves, 
Valença, & Santana, 2014; Kassahun, Molla, & Sarkar, 2011; 
Weerakkody et al., 2006). Business Process Management 
(BPM) is an approach and strategy to achieve efficiency, 
productivity, and improved performance (Davenport, 1993; 
Trkman, 2010). The vital need for process management was 
recognized as a key success factor in developing countries by 
the World Bank over a decade ago (Bhatnagar, 2004). Though 
the benefits of adopting BPM to develop more agile and 
citizen-centric government services have been identified, there 
have been numerous reports of failures of these initiatives, 
particularly in developing countries (Dada, 2006; Heeks, 2003; 
Hunter, 2009). A high rate of overall 85% failure rate was 
reported by Heeks (2003, p. 2) despite the large volumes of 
resource investments made for these initiatives. 
Leadership vision and commitment towards BPM have 
been identified as the most important BPM critical success 
factors (Grover, Jeong, Kettinger, & Teng, 1995; Hall, 
Rosenthal, & Wade, 1994; Hammer & Stanton, 1995; Hoopes, 
1995). Hammer (2007) recognized leadership as one of the five 
process enablers. Rosemann, de Bruin, and Power (2006) 
emphasized on the need for a process focused leadership as one 
of the capabilities required for the progression towards 
effective organizational wide BPM activity. Furthermore, Hall 
et al. (1994) emphasized on the need for a fully committed 
senior management for BPM success.  
However, to date, inadequate attention has been given to 
explain how leadership plays its role in BPM initiatives and is 
discussed as a sub-factor under top management support and 
commitment. Al-Kibsi, de Boer, Mourshed, and Rea (2001, p. 
70) identified lack of leadership as a restricting factor for 
online integration and in redesigning processes and 
coordination, especially in public-sector organizations. 
Alghamdi, Goodwin, and Rampersad (2014) suggested the use 
of leadership steering committees for public sector 
transformation projects. Streib and Navarro (2008), 
recommended the need for training and development in the 
public sector to develop leadership abilities. Similarly, 
Axelsson, Melin, and Söderström (2011) linked leadership 
skills with successful IT-enabled business transformation and 
risk management. The crucial role of leadership in e-
Government projects to develop team cohesion was reported in 
previous studies  (Kwamena, 2012; Marilu, 2012). Although 
the importance of leadership has been identified and described 
as a key factor for the success of BPM initiatives (Bandara, 
Sadiq, Indulska, & Chong, 2007), leadership in BPM remained 
an under-research area. Empirical research is limited on the 
actions, nature and attributes of leadership that contribute to the 
success of BPM (Eka & Abidin, 2011; Syed, Bandara, French, 
& Stewart, 2016). 
The literature does not yet provide a solid definition or 
conceptualization of leadership in the BPM context. Cha, 
Hwang, and Gregor (2015) referred to leadership as a “factor 
that positively influenced the project’s goal”. While few studies 
(Daly, 2002; Edward & Mbohwa, 2013) alluded to different 
leadership styles as being more relevant, only a few studies 
(Chappell, 2000; Elnaghi, 2011; Sutcliffe, 1999) provided 
some reference to leadership styles in BPM. Transactional and 
transformational leadership theory (Avolio, Bass, & Jung, 
1999) had received comparatively more attention than other 
frameworks/theories. The dynamic nature of today’s socio-
economic-political environments call for a “collaborative and 
peer-like” leadership engagement and hence the existing 
leadership theories are limited to appropriately explain the 
leadership practices (Drath et al., 2008, p. 636). As proposed 
by Drath et al. (2008) we argued for a leadership theory that is 
suitable for socio-technical approaches like BPM that require a 
collaborative and participative leadership approach. We adopt 
the DAC ontology (Direction, Alignment, Commitment) 
presented by Drath et al. (2008) to explain the nature of 
leadership actions and practices in BPM initiatives within 
complex public sector environments in developing countries. 
The aim of this paper is to understand; “what leadership actions 
contribute towards the success (or failure) of BPM initiatives in 
public sector organizations in developing countries?”  
II. APPROACH 
We explore an under-researched phenomenon within a 
single exploratory case study that is revelatory in nature. The 
case outcomes are used to design and develop future research 
directions. Case study research is highly promoted in areas 
with limited prior research, as it allows the researcher to 
observe a phenomenon in its natural settings and generate 
theories from practice (Benbasat, Goldstein, & Mead, 1987). 
Benbasat et al. (1987) suggested the use of a single case study 
for highly exploratory problems, and Lee (1989) concurs that a 
single case provides an opportunity for researchers to allow 
deductions with verbal propositions and rules of formal logic.  
Yin (2009) emphasized on the value of the exploratory case 
study in revelatory and unique cases. Exploratory case studies 
are able to generate insights about a subject of study 
inductively, facilitate comprehensive identification of relevant 
information, major themes and patterns, constructs and 
relationships that result in conceptual viewpoints and valuable 
directions for future research (Ogawa & Malen, 1991).  
III. INTRODUCING THE CASE 
The Department of Motor Traffic, Sri Lanka’s e-Motoring 
Initiative was selected for the case study. The Department of 
Motor Traffic’s (DMT) key operations involve issuing new 
registration of vehicles, registration of transferring of vehicles, 
issuing driving licenses, and technical services including 
vehicle inspections for road safety and control of emissions.  
The growth of vehicle imports into the country initiated the 
early automation and computerization of the processes in 1997. 
The initial contract was awarded to a local software company 
to develop an in-house ICT system for DMT. As a result, DMT 
introduced IT enabled processes for the ‘Transfer and 
registration of Vehicles’, and ‘Issuance of Driving Licenses’, 
and started to use them for their daily operations in year 2000. 
However, the system was not very successful due to various 
shortcomings in understanding the actual requirements of the 
organization by the software development company.  
In 2005, the Information and Communication Technology 
Agency (ICTA) in a bid to modernize the public sector 
organizations in Sri Lanka, introduced e-Motoring initiative in 
2005 with an estimated cost of LKR 200,000,000 (ICTA, 
2006). The consulting contract was awarded to Ernst & Young 
(EY). Until 2009, only the activities related to process analysis 
and design were completed by Ernst & Young (EY) (Final 
GPR Report, 2009). In 2012, through a cabinet approval, the e-
Motoring project was re-launched and as of December, 2016 it 
is under the tendering stage. ICTA was responsible in 
developing the e-Motoring concept and strategy. The 
Commissioner General of DMT, with support from the Chief 
Innovation Officer took ownership of the BPM initiative to 
ensure effective resource allocation, change management, and 
communication of e-Motoring. The BPM initiative of DMT is 
thus considered a good case for studying the issues that can 
influence a project to provide a rich understanding of various 
inter-dependent factors. 
IV. CASE DESIGN 
This case study was carefully designed and guided by a 
detailed case protocol that supported the data collection 
process. Interviews were the primary data source, while 
secondary documents were used to augment the interviews. 
Semi structured questions were asked from selected 
participants (who have taken BPM leadership roles) 
representing different areas and designations in the 
organization (Table 1). Seven in-depth interviews (each ~ one 
hour in length) were conducted. The interviews were recorded 
and the audio data was transcribed and analyzed using NVivo 
as a tool. Staff representing the senior management team of the 
organization provided insights on strategic planning and 
management activities; the senior IT staff was approached to 
understand the operational details and activities undertaken by 
the department. Furthermore, key process owners and team 
members were also included in the list of respondents to gain 
insights into the BPM initiative. 
TABLE 1: PARTICIPANT PROFILE 
Respondent  Designation  Management Level  
R1 Assistant Commissioner (CIO) Middle Management
R2 Assistant Commissioner  Middle Management
R3 Director-Information Technology  Middle Management
R4 Chief Financial Officer (CFO) Senior Management
R5 Assistant Commissioner Middle Management
R6 Commissioner R&D Senior Management
R7 Senior Project Manager- Project Management
Reengineering Program  (ICTA) 
The overall data analysis process is described in Fig 1. The 
interview data was analyzed using a mixed approach, applying 
both inductive and deductive coding, across 3 phases (Fig 1). 
In phase 1, granular level nodes were created from the 
interview data using ‘In-vivo’1  coding (King, 2008). In-vivo 
coding procedures were applied to keep the results as close as 
possible to the original data. Phase 2 applied axial coding 
procedures where thematic categories were formed by 
grouping the in-vivo codes. High level themes resulting from a 
literature synthesis were used as a guide to support this phase. 
New concepts that emerged from the interview data were 
captured as “free” nodes and later synthesized and grouped into 
suitable categories. Memos and annotations2 were used to 
record the reflections while interview data was analyzed. 
Furthermore, the Matrix Query feature of NVivo was also used 
to discover the emerging patterns in the data (Bazeley, 2007, p. 
146). Using this option, the strength of factors was determined 
by counting the references made in the dataset. The relevance 
of counting is explained in qualitative research as “lot of 
counting goes on in the background when judgments of 
qualities are being made. When we identify a theme or a 
pattern, we're isolating something that (a) happens a number of 
times and (b) consistently happens in a specific way. The 
‘number of times’ and ‘consistency’ judgments are based on 
counting”(Miles & Huberman, 2014, p. 252).  
Fig. 1. Coding Process and Grouping of Data 
                                                          
1 ‘In-vivo’ coding is the practice of assigning a label to a section of data, 
such as an interview transcript, using a word or short phrase taken 
from that section of the data 
2  Annotations and memos are options in NVivo to record the 
researcher’s comments and analytical reflections about the data  
V. FINDINGS 
All respondents agreed that leadership is a main factor to 
drive BPM initiatives towards success (or failure). Fig 2 
illustrates the leadership attributes mentioned in the order of 
highest to lowest references. These reported attributes reflect 
the interview respondents’ perception on the actions and 
strategies that public sector leaders should adopt to positively 
influence the BPM initiatives. The respondents at middle 
management level reflected on leadership aspects more openly 
compared to senior management staff.  
Fig. 2. Leadership actions in the order of discussion (highest to lowest order) 
Each of the actions taken/expected by the leadership as 
explained during the interviews are presented below. 
A. Effective Resource Identification and Allocation 
The ability of leaders to identify and allocate resources, and 
discover talent amongst the staff can drive the department 
towards effective implementation of BPM initiatives.  
“What I mean by leading is they should have the capability 
of gathering all the resources, different teams and different 
sections of the Department and to gather all the ideas and 
support; they need to drive them (R1).  
“Leaders should try to collect the required resources to 
implement government initiatives. But in our department it 
doesn't happen (R5).  
“The administrative part in the remote areas is somewhat 
difficult to manage from here because of many reasons - there 
are no suitable leaders, commissioners, computer experts etc. 
It is a matter for the commissioner general and 
administration.” (R3) 
B. Effective Communication  
BPM initiatives in the public sector incorporate multiple 
stakeholders and it is the responsibility of the leader to ensure 
that all stakeholders are well informed of the goals, objectives, 
and scope of the initiative. 
“If the leader does not have a clear idea on where we are 
heading, then the whole thing will be a mess—that is what is 
required by the leaders” (R1)  
“The leader should communicate well their thoughts to 
their subordinates. Subordinates will not know what I want 
unless I communicate to them; most of the leaders don’t know 
how to communicate their ideas with subordinates” (R5) 
The leadership in public sector organizations should be able 
to comprehend and balance the conflicting interests of internal 
and external stakeholders of the BPM initiative. Failure to do 
this can cause staff demotivation and non-participation. 
“The first thing that needs to happen is they should 
consider all our suggestions and if there are many suggestions 
they should go through each one of them,  discuss it and come 
to a conclusion. When e-Motoring was suggested, eventually 
our suggestions and e-Motoring suggestions started to go in 
parallel” (R3)  
C. Encourage Stakeholder Involvement 
BPM initiatives involve multiple stakeholders. Hence, 
active stakeholder involvement will result in a positive attitude 
towards the initiative. As stated by respondents:  
“The leader’s main responsibility is to keep all the parties 
involved and intact and move in the required direction” (R1)  
“There were times in my career where some leaders asked 
us what were the different suitable ways; we proposed some, 
and they accepted our proposals. I think it is a very successful 
way to initiate things in Sri Lanka.” (R5)  
D. Take Responsibility and Ownership 
Respondents have mentioned that a leader should be able to 
drive the organization towards the achievement of its goals. 
That involves taking personal interest and the initiative to guide 
and advice the staff. 
“We are always given advice to act on customer care as 
this is at the very initial stages.” (R6) 
Department heads should act as the driving force behind the 
BPM initiatives.  
“If they are a driving force, yes, the initiative will succeed, 
but the moment they are taken out we will never be able to do 
anything there, because it solely depends on that person. The 
first leader was really very interested in the BPM initiative and 
how it has to be done and he took up on his own… so when you 
have those types of people, even the staff at lower levels get 
motivated towards the BPM initiative” (R7) 
The ability of the leadership to act as the driving force was 
highly emphasized by the respondents. This factor not only can 
motivate staff to embrace change, but also can help to 
overcome the bureaucratic hurdles in the public sector.     
E. Exhibit Skills and Knowledge of BPM & ICT 
Initiative 
Knowledge and understanding of a BPM initiative and ICT 
will help leaders to drive their implementation endeavors in an 
effective manner. The respondents highlight these factors by 
stating:  
“If I don’t know much about that BPM initiative I can't 
implement it with my subordinates, the knowledge of the leader 
is the most important thing in government BPM initiatives in 
Sri Lanka” (R5) 
“They should have knowledge on related activities, without 
which they cannot achieve their vision, and attain their goals” 
(R2)  
The ability to understand the technological aspects of the 
BPM initiative also emerged from the data.  
“I feel that leaders who are in the technical environment 
should have sound technical capability, because they are 
working in a technical environment” (R3)  
Leaders with good understanding of BPM and relevant ICT 
systems will be able to understand the critical issues related to 
processes and technologies. Not only will this give the 
leadership a good standing before their staff, but also a 
competitive edge to overcome various issues related to system 
requirements and procurement activities.  
F. Exhibit Dynamic Personality  
BPM initiatives create major changes in organizations, and 
to drive an organization to effectively address the change, the 
leadership should exhibit dynamic characteristics.  
“Rather than being a bureaucratic leader, they should be 
very dynamic and communicating and also I think they should 
be knowledgeable on the new trends, not the technology, but 
what is happening around.” (R1)  
Similar points were also mentioned by another staff 
member who linked the BPM initiative with the innovative 
aspects of leaders. 
“One thing is, we should know about those new ideas, we 
also should have our own ideas, and we should know them 
well”. (R5) 
G. Effective Decision Making 
The responsibility to make key decisions on BPM strategy 
and approach rests with the head of the organization. As 
mentioned by one respondent:  
“I think the leader is the one who has to decide on what 
strategy is to be followed to mitigate that resistance.” (R1)  
Respondents also emphasized on the ability to make tough 
decisions for BPM initiatives.  
“Leader should always have a strong decision making 
quality” (R2)  
The staff mentioned that inputs from the department’s 
technical staff should have been taken into consideration to 
make effective decisions. 
“Here the decision they take are wrong. That is why work 
was not done” (R3) 
As discussed above, effective decision making will include 
staff involvement and participation; also, the leadership should 
be able to make strong decisions to ensure that initiatives are 
reflective of their department’s requirements and not enforced 
without proper alignment with the department’s goals.  
H. Create a Common Vision 
Creating a shared vision for BPM initiative is one of a key 
responsibilities of leaders. Respondents stated that:  
“He should also have good vision and understanding of the 
change. I think it is the most critical factor to be considered” 
(R1)  
Visionary leadership was emphasized as an important 
attribute to influence the attitude of the public sector staff:     
“Visionary leadership is an essential part to implement 
BPM & ICT initiatives. People can’t be managed by 
implementing rules & regulations only. We have to change 
their thinking pattern and behavior and attitudes.” (R5) 
I. Able to Motivate Staff towards BPM Success  
The need to motivate staff to produce exemplary results is 
an important attribute that leaders need to exercise:  
“In my opinion, my job is to get the best out of them, to use 
their capacities to the optimum for our development.” (R2)  
Also, performance based evaluation and rewards were 
mentioned as potential strategies to motivate staff to adopt the 
new processes and systems:  
“We need to introduce a performance based salary system. 
If they are willing to work in new ways, I am willing to give 
them rewards.” (R5)  
“The staff work very well. This department has a lot of 
work. We do not start work at 8am and leave at 4.15 pm. We 
work till almost 7 pm. Such work hours show that they work 
with enthusiasm. We have an incentive system organized to 
boost their work attitudes. We pay them an incentive off our 
revenue every quarter.” (R6) 
At present, public sector staff do not receive financial 
incentives as part of their remuneration. The approach used by 
DMT to share the revenue of the department has a positive 
impact on the attitude of the staff to adopt to more customer 
oriented services.  
J. Encourage New Ideas 
An effective BPM initiative will demand the leadership to 
encourage the generation of new ideas from staff, and actively 
seek their participation in the initiative. The approach to collect 
ideas from staff was acknowledged as a good step by the staff.  
“We had several arguments, as a team we collect all these 
ideas and views and present them to the Commissioner 
General and he has always considered those ideas and views”. 
(R2)  
 “I always try to do new things but here also I am not given 
a chance. This is the thing, a leader should identify the person 
who is willing to do those things. That is the problem in Sri 
Lanka” (R5)  
It is vital that leadership be able to identify the staff who 
are willing to take initiatives and provide opportunities to staff 
to discuss their ideas for an effective BPM implementation.  
K. Encourage Delegation and Empowerment 
For BPM initiatives to be successful, a certain level of 
delegation and empowerment is needed as explained in the 
following statement: 
“I requested from the previous commissioner for the link 
(to access information) to the driving license system, I then 
discussed with the person at ICTA, who advised me to send a 
letter through the Commissioner General to ICTA.  I have 
reminded the commissioner for the letter several times but so 
far I have received nothing. I have no power to send a letter 
directly, I have no power to work directly with ICTA” (R5)  
Furthermore, staff in technical areas have mentioned that 
several innovative ideas emerged in the department at different 
levels, however, these ideas were not operationalized due to 
limited delegation.   
“There are several ideas like that, but implementation 
again in the current scenario has to be top to bottom” (R1)  
L. Accommodate Exceptions 
Public sector organizations follow rigid hierarchical and 
bureaucratic systems and hence the staff work according to the 
instructions defined in rigid processes. However, staff have 
given emphasis on the flexibility to allow exceptions:  
“Rules & regulations have to be maintained but there may 
be some instances where we have to deviate, not break but 
deviate from the existing rules and practices depending on the 
situation.” (R1)  
The introduction of innovative processes enabled by ICT 
can result in the emergence of a variety of new cases that may 
have not been described previously. Another point of view is 
that to encourage staff to develop innovative ways of working 
will require a certain level of flexibility as long as it is within a 
reasonable range.  
VI. DISCUSSION  
This study analyzed a BPM initiative that has been facing 
many challenges over a period of time. The findings reflect the 
experiences of the staff and their points of view on how 
specific leadership actions can bring the much needed success. 
Our analysis resulted in the identification of key leadership 
actions that influence BPM initiatives in the Sri Lankan public 
sector organizations. The findings depict how the notion of 
leadership within this context revolves around the formal 
power structures and organizational positions. Staff exhibit 
willingness to take responsibility and initiative, however, their 
efforts are blocked due to formal bureaucratic structures and 
channels of authority. Hence, the success of a socio-technical 
strategy like BPM will strongly depend on the ability and 
attitude of these formal positions of authority in the 
organizations.  
Adequate allocation of resources is one of the key aspects 
highlighted by the respondents. Staff appointed to lead BPM 
initiatives must consider a variety of resource requirements 
ranging from physical infrastructure to training and 
development. Inability of leadership to consider the adequacy 
and currency of required resources will lead to frustration and 
reduced motivation amongst the staff involved in BPM 
initiatives.  
The need for effective communication leads to better 
stakeholder engagement, and alignment of vision and goals of 
the BPM initiative. It was evident that staff expects the 
leadership to have a clear understanding of the BPM vision and 
goals to effectively communicate with the other stakeholders. 
Furthermore, the leadership should develop the right 
communication and use appropriate channels to engage with 
the staff.  
Public sector BPM initiatives involved interaction with a 
diverse set of stakeholders. In the case of DMT, the ICTA, the 
consulting organization (EY), the software service providers, 
internal staff, and citizens were the key stakeholders of the 
studied initiative. The need for 'active engagement' with the 
ICTA, EY, and internal IT department was a vital aspect that 
was not well managed.  The results exhibit that imbalanced 
attention to these key stakeholder groups led to resistance of 
change and delays.  
Although this project was initiated by the ICTA as part of a 
larger program in line with the public sector reforms policy of 
the government, the top management has not taken the full 
ownership and responsibility of the initiative. The staff 
mentioned that leadership must be the driving force for 
success. Top management of public sector organizations should 
exhibit direct involvement and practice hands-on approaches to 
motivate and encourage staff involvement.  
The knowledge of BPM and ICT competence has 
significant impact on these initiatives. Without sound 
understanding of the capability and affordances of BPM and 
ICT, the leadership will fail to utilize the full potential of the 
BPM and ICT to achieve the target efficiency and performance 
objectives.  It is vital that staff at leadership positions must be 
well trained, and maintain an up-to-date knowledge of both 
BPM and ICT to make effective decisions. The inability to 
make right technical decisions resulted in staff exhibiting loss 
of confidence in leadership.  
As explained by the respondents, a common vision must be 
created by the leadership; without a visionary approach, BPM 
cannot be fruitful. The staff at leadership positions should 
exhibit more direction actions, encourage ideas from staff at all 
levels, and where possible break the bureaucratic norms and 
adopt the ‘walk-the-talk’ approach. 
Another aspect is provision of intrinsic and extrinsic 
motivational strategies towards the success of BPM initiatives. 
As most public sector organizations do not have a 
performance-based reward and recognition system in place, the 
need for such a system is important to motivate the staff to 
follow "private-sector" type of performance expectations. 
The analysis reflects the expected leadership actions 
explained by the participants. DMT’s BPM initiative met with 
many challenges resulting in implementation delays. It is 
important to notice that these reflect the actions and strategies 
that public sector leaders should adopt to positively influence 
BPM implementation in their organizations. As strongly 
emphasized by the respondent from ICTA, it is the leader who 
really drives the BPM initiatives in public sector organizations.  
VII.  CONCLUSION 
This study is focused towards a deeper understanding of 
BPM initiatives and the role of leadership in public sector 
organizations. Using an exploratory case study and DAC 
leadership ontology (Drath et al., 2008), we identified twelve 
(12) essential leadership actions and explained the significance 
of leadership in its manifestation in complex public sector 
BPM environments. The findings of the exploratory case 
studies were able to provide important insights on the key 
leadership actions that both positively and negatively influence 
the BPM initiatives in public sector organizations. Staff taking 
leadership positions in public sector BPM initiatives should 
consider the issues discussed to devise direction, alignment and 
communication strategies to improve the implementation and 
sustainability. The agencies involved in BPM initiatives can 
use the findings to guide and organize training programs for the 
public sector senior staff on how to address the issues 
highlighted in an effective manner. Although our findings 
represent experience of a single organization in Sri Lanka, the 
size and attributes of the selected case organization is a good 
representation of a typical public sector organization. For 
future research, it is imperative to test the findings of this study 
about leadership actions in more successful BPM initiatives. 
Future work in this direction will be aimed towards explaining 
the leadership interactions and alignment of interests of the 
staff belonging to different agencies involved in design, 
implementation, and sustainable improvements of BPM 
initiatives.    
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